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LawWorks monitoring and

Impact projects

* Clinics monitoring information — data collection (see
Clinics Report 2018)

* Better Information (client feedback) project - good quality
information to help us understand client experiences and
tell clients’ stories

https://www.lawworks.org.uk/solicitors-and-
volunteers/resources/clinic-resources/monitoring-and-impact

e (Case studies collection — template forms with “top tips”

https://www.lawworks.org.uk/solicitors-and-volunteers/get-

involved/case-study-centre @
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Client feedback process

Clinics were invited to take part

Clinic colleagues asked clients if they would like to
participate

Clients gave their informed consent and contact details
Clinics returned these forms securely

Clients were contacted at least six weeks later by our
research agency (BMG)

Client “comments” were collected in addition to responses

as basis of case studies
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Client feedback - who took part?

‘ 75 clinics agreed to take part

95% confidence
level with a 6.8%

margin of error
clinics actually submitted forms

@ 993 clients gave informed consent

209 clients completed calls
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Marilyn

Mentally and emotionally,
it’s helped me a lot

, It's really extremely
helpful to me | feel more confidentss
/

| couldn't plan anything since | met this lady and
about when | was going she's discussed things with
- to see my children me and given me a plan
- N — -
that |
at was always going / u | was going to have to quit
my education

through my mind
sometimes | cried

- J

Supported by
The Law Society



| was in a situation with
very high critical levels of
stress, and just being able
to talk through my
situation and have a level
of understanding of it, and
understanding my rights

\ was fantastic <

|

and really alleviated a lot of
the anxiety

it helped me to sleep
better and allowed me
to feel more energised

|

Having the time to speak anm
describe the situation, and
also the patience with which
the specialists completed the
clinic and gave their advice,
that really helped /

™
I

It was a really uplifting experience, to be
able to talk to specialists in both fields

For my mental health, a very
good positive impact; and for
my physical health...

|
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Client feedback themes — capability

and wellbeing

Figure 15: Impact of advice - capability and wellbeing

Ongoing legal problem feels

49%
more manageable

Felt physically better as a
result of the advice

More in control of the
situation

Advice or help has reduced
level of stress

Increased confidence to deal

. : . 709
with legal issues in the future &

Problem was understood

Increased understanding of
next steps




Capability and Confidence

| thought what | was doing was
right, but | just needed the legal
terminology explaining, and they
did that; they clarified that for me.

This improved understanding
leaves many people feeling

more legally empowered. Legal
empowerment can have a lasting
positive effect.

(The biggest impact

has been) clarity for us

- it was very stressful not
understanding our situation,
and now we do. It’s still pretfty
stressful, it’s not great, but it’s
been fantastic to know and to
be given that clarity.

They gave me confidence tfo
fight for my rights.
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Impact and wellbeing

(The biggest impact has
been) | think the guidance
on different paths and
knowing what | can do in
regards to my opfions. It’s up
to me now fo choose what
way | want fo go.

| would say | came info the law
centre thinking my situation was
pretty complex but by the time

I left it was clear which path |
needed to take.

The biggest impact has been
peace of mind, fo be honesit.

| was facing a very difficul
sifuation at work and a fricky
sifuation with my landiord. In
both situations, being able to
speak thoroughly about all
the deftails of the case and
the framework and context of
it has dlleviated a lot of the
siress of the situation, and the
specialist knowledge was very,
very good.
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Shelley’s story

Before

@ During

After

Shelley’s story

Shelley found that her right to live in her home was called into question
following her partner's death. A dispute with her late partner's children over
his will also left her feeling deeply unsettled. Shelley already knew about

the clinic, so was able to go straight there to seek advice about her housing
rights. She had two appointments, after which she understood what her next
steps were. She appreciated both the advice, and the way in which it was
provided. The most useful part of the advice was being told that she could go
on living in the house. She now has the support of one of the children, and
the problem feels a lot more manageable.

This made me really unsure of where | fitted in.
Everybody was very professional and the appointment was on time.

The fact that.. this house is my home, and | can use it as my home... | can
change the locks on my door, if | need to.

DUV IEU DY
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Policy work - using evidence
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Case studies in policy

[:entres report that the majority of thElr clients are digitally excluded

Vulnerability

A key concern about the civil and family justice modernisation programmes has been the
absence of a cross-cutting vulnerability strategy, recognising just how intimidating vulnerable
litigants in person find the legal process to be. Whilst vulnerability is highly contextual,
consideration of vulnerability should be embedded across all pathways in civil and family
Justice, with early alerts for judiciary and court staff. The following-case study summaries from
the PSU are illustrative:

Kathryn came into the PSU’s offices as she needed help filling out an application for
emergency child arrangements for her nine-year-old daughter. Both Kathryn and her
daughter were struggling with severe mental health difficulties including depression and
anxiety, which were worse when her daughter was attending a weekly contact session with
her father. The PSU helped Kathryn to complete the correct forms, and volunteer then went
with her to the emergency hearing in court. During the hearing Kathryn was extremely
distressed. The judge granted an interim order for Kathryn's daughter to stay with her whilst
they looked for counselling to help with their mental health issues.

Michaela came to the PSU in a very distressed state, having never been in court before.
She was seeking a non-molestation order against her ex-husband who had been sending
her abusive messages, showing up at her house and threatening her. Her mental health
had deteriorated significantly; she was very nervous in the court building and worried about
having to come face to face with her ex-husband. The PSU's intervention led to the judge
deciding to call Michaela and her ex-husband into court at separate times.

Staffing

By March 2023, HMCTS expects to employ 5,000 fewer full-time equivalent staff compared to
2016 levels. We have significant concerns about the impact of far fewer front-counter staff. For
example, Wandsworm Cnuntyr Court |n|t|ally reduced publn:: cuu nter opening h{)urs and then
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Submit!!!

Submit a case study

View Edit Manage display Revisions Content Queue

Clone conftent

O L8 0
Case details Advice & Impact Consent Complete

Describe the client’s legal problem

Please give a description of the client's legal problem

Describe the underlying issues

e.g. dysfunctional bureaucracy, systemic service failure, a chaotic home life, a menfal
health problem

« SAVE DRAFT < PREVIOUS PAGE NEXT PAGE >
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